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199—39.5(476) Quality of service reporting by eligible telecommunications carriers.   Carriers
designated by the utilities board as eligible to receive high-cost universal service support pursuant to
47 U.S.C. § 214(e) and that receive such support must measure and report to the board the quality of
service performance for the criteria listed below. The first service quality reports on the criteria in
subrules 39.5(1) through 39.5(7) shall be filed by August 1, 2007, and shall cover a reporting period of
January 1 through June 30, 2007. The next service quality reports shall be filed by May 1, 2008, and
shall cover a reporting period of July 1 through December 31, 2007. Beginning with the reports due on
May 1, 2009, and for subsequent reports due on May 1 of each year, the reporting period shall cover
the preceding calendar year.

39.5(1) Local usage. The amount of minutes of service provided each month, without any additional
charge, as part of the ETC-eligible service. Each ETC shall include a description of its rate plans; a
definition of the calling area associated with the plans; an explanation of bundling of local and long
distance services; an explanation of free calls to government agencies or other entities; and an explanation
of other issues related to the rates and terms of the plans.

39.5(2) Access to emergency services. A listing of each area in Iowa where the eligible carrier
currently provides Phase I and Phase II E-911.

39.5(3) Answer time. The average wait time experienced by customers when calling an ETC’s
customer service center, regardless of the locations from which the customers were calling.

39.5(4) Retail locations. The number, location, hours of service, and telephone number for each
carrier-owned retail location in Iowa, as well as the eligible carrier’s Web address and toll-free customer
service number.

39.5(5) FCC outage reports. Each ETC shall file with the board copies of all FCC outage reports it
filed with the FCC. The copies will be filed as confidential pursuant to the provisions of 199—paragraph
1.9(5)“c.”

39.5(6) The number of requests for service from potential customers that were unfilled for over five
days during the past year.

39.5(7) The number of complaints per 1000 handsets or lines. ETCs serving fewer than 1000
handsets or access lines shall report the actual number of complaints.

39.5(8) Extensions of network improvement and maintenance plans. On or before May 1 of each
year, each ETC shall file a rolling one-year extension of its network improvement and maintenance plan.
The initial rolling one-year extension shall report improvements and maintenance planned for calendar
year 2009 and shall be filed by May 1, 2008.

39.5(9) Progress reports on network improvement and maintenance plans. On or before May 1,
2008, and each May 1 thereafter, each ETC shall file a progress report on its network improvement and
maintenance plan detailing the prior calendar year’s activities. The progress report shall include coverage
area maps detailing progress toward plan targets, an explanation of how much universal service support
was received, and how the support was used to improve signal quality, coverage, or capacity. If support
was used for something other than improving signal quality, coverage, or capacity, the report shall include
an explanation of how the support was used. The report shall identify any network improvement targets
that have not been met and shall include an explanation of why targets were not met. The report shall
indicate if there have not been any changes to the ETC’s coverage area and shall include an explanation
of why no changes were made. Any reporting of expense and investment information shall include an
explanation of how the expenses and investments benefited specific wire centers in the ETC’s designated
service area. For purposes of this subrule, “wire center” shall be defined as determined by the North
American Numbering Plan Administrator.


